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Foreword

Annual Report 2008-2009

This Annual Report highlights the work of
Brent and Harrow Trading Standards Service
for the year 2008-2009. The report is in a
different format from previous years in order
to make it easier and more enjoyable to read.
| hope it succeeds in giving you an overview
of the variety and depth of work that is carried
out by this key front line Service.

The work that we do has a huge impact on
everyone without them necessarily realising
that dedicated professionals are working
behind the scenes to ensure that their rights
are being protected; that the public get the
correct quantity of fuel when they fill their cars
up; that the toys they buy for their children are
not going to cause them harm; that the
designer goods they buy are not fake; that
they are not overcharged or short changed for
their goods and services.

Perhaps the biggest impact that we have on
the local community is the preventative
measures that we initiate with businesses in
order to prevent major problems which would
otherwise have a serious effect on the local
and national economy. The variety of ways
that we go about doing this are covered in this
report.

The quote on the front cover of this report is
taken from a recent study conducted by the
Office of Fair Trading, which quantified the
benefit of the work that is carried out by
trading standards to the public. This research
paper concluded that £347m is saved
annually by consumers, directly as a result of
trading standards intervention. This is only
with respect to fair trading work and does not
cover any additional benefits that are derived
from other areas of consumer protection work
such as weights and measures, consumer
safety and underage sales. However, apart
from the financial savings, the best measure
of success is in changing the trading practices
of businesses so that they trade legally and

do not generate complaints or cause
consumer detriment.

Informed Confident Consumers

We want the residents of Brent and Harrow to
be fully aware of their consumer rights and
have confidence when dealing with
businesses. When things go wrong, we will
advise them and, for the most vulnerable, take
action on their behalf. A small selection of
some of the cases we have dealt with this
year are included in the Civil Cases section.

Informed Successful Businesses

We want businesses in Brent and Harrow to
trade legally and prosper. It is a well known
fact that businesses that deal in illicit goods
and services are only there to make quick
profits, whereas traders that operate legally,
contribute to the local economy and can play
an important part in the regeneration of the
area. | hope that you will see from this report
that appropriate action is taken against
businesses that flout the law whilst full support
is given through advice and assistance to
legitimate businesses so that they are not
disadvantaged through unfair competition.

In view of this, we have introduced
‘Responsible Retailer Schemes’ for underage
sales and for car dealers to help businesses
in areas of trade that are traditionally
problematic. For national traders based in the
Consortium we offer in-depth advice and act
as a single point of contact with them for
trading standards throughout the country.

Enforcement of a Fair and Safe Trading
Environment

Inevitably, some traders choose not to heed
our advice or fall foul of the law for other
reasons. Therefore, we spend a great deal of
our time on enforcement, as there are always
those traders who will try and gain an unfair
advantage over others by trading illegally.
This is especially important during times of



hardship when honest traders are already
struggling to survive.

This year has seen some of our biggest ever
cases come before the courts and this trend
looks likely to continue. We are also
continuing to use our powers under the
Proceeds of Crime Act to seize the assets of
criminals who have benefited from their illegal
activities, such as counterfeiting and car
clocking.

An Efficient, Effective and Improving
Trading Standards Service

We are always looking to improve the service
we offer and increase our efficiency and
effectiveness within our increasingly stretched
budgets.

The Chartered Institute of Public Finance and
Accountancy data has been used to carry out
benchmarking and comparisons against other
London Authorities, both in terms of finance
and enforcement.

As a result of the recent reorganisation of the
Service and other savings, Brent and Harrow
Trading Standards are not in the upper
guartile with respect to expenditure per head
of population. Furthermore, the fact that we
operate as a Consortium means that in
comparison to other London Authorities, a
greater proportion of our budget is spent on
the provision of front line services. This is
achieved through sharing of administrative,
support and accommodation costs.



Introduction

This Annual Report details the work of the
Trading Standards Service from 1% April 2008
to 31° March 20009.

Consortium

The London Boroughs of Brent and Harrow
have been providing their trading standards
service on a unique basis as a Consortium
since 1965. In 1995, following the departure of
the London Borough of Ealing, Brent and
Harrow Councils signed a new agreement
under Section 101(5) of the Local
Government Act 1972 with the appointment of
the Joint Advisory Board as the relevant body
to discharge the functions of the Service.

The Recession

The current financial climate brings pressure
for people in all sorts of ways, which means
that the demand for trading standards
services is greater than ever before.

When people are short of money they are
more likely to take a risk that they may not
have otherwise. There are an increasing
number of scams that seek to take advantage
of people, often those most in need like the
elderly and poor. By dangling a carrot for an
incredible bargain or a big sum of money,
scammers take advantage by acquiring the
little money that people do have. We aim to
raise awareness of these scams and try to
prevent people becoming victims in the first
place.

Counterfeiters also prey on the vulnerable in
times of hardship. Not only can consumers
lose out when the buy copied goods, but
those businesses trading fairly and struggling
financially themselves, lose out too. We have
continued to target counterfeiters to stop them
trading and give legitimate traders a better
chance of survival.

Carrying out the proper safety checks on
goods that are sold in the UK can be seen by
some as cost prohibitive. When a business
needs to cut costs, then the essential safety
checks can offer an attractive saving.
However, not carrying out the right checks
can lead to unsafe goods being sold to the
public. The Trading Standards Service has an
important role to play in advising businesses
and, whenever necessary, taking enforcement
action to protect the public from unsafe goods.

Rogue builders are always a problem, but
even more so when money is tight. People
looking to save a few pounds are more likely
to be tempted by the promises spun by
someone knocking on their door. Victims will
find themselves paying more than they
bargained for, and left with broken promises
and unfinished work. This has continued to be
a growing problem and, as a result, we have
introduced measures in partnership with the
police to raise awareness and to stop
vulnerable consumers from being ripped off in
this manner.

Structure

The Service is split into three teams, each of
which is led by an Assistant Head of Service
(See Appendix 1, page 25). The Fair Trading
Team deal with counterfeiting, misdescribed
goods & services and carry out financial
investigations. The Metrology and Safety
Team deal with underage sales, weights &
measures, safety and pricing issues. While
the Development and Support Team provide
administrative and developmental support for
the Service and is the first point of contact for
most consumer and trader enquiries. It also
offers individual assistance to those
consumers who are either vulnerable or are
dealing with complex civil issues with a trader,
as well as running our metrology laboratory.



Staffing

During the year, the remaining ring-fenced
Team Leader positions were all filled by
existing senior officers. Apart from their own
front line duties, they also carry out the day to
day supervision of their team members and
are able to commit the proper amount of time
to appraisals, monitoring of workloads and
staff development.

We successfully filled the posts that were
vacant at the beginning of the year by
recruiting a Service Development Officer,
Consumer Services Officer and an Assistant
Enforcement Officer. During the year one of
our Enforcement Officers resigned to emigrate
to Australia. That post was filled by an internal
candidate, whose previous post is in the
process of being filled. Our Finance and
Administration Officer resigned and left in
March following long term sickness. That post
is also in the process of being filled.

Training

Because of the specialist nature of the work
we do, we cannot solely rely on council
provided courses to meet all our training
needs. As a result, specialist training courses
are provided to our staff on a regular basis
which has a considerable impact on the
Trading Standards budget. We hold regular
internal training courses to provide updates on
legislation and changes in procedure as well
as briefings on all council matters. We also
have talks from partner organisations to learn
about the work they do and help build
improved working relationships.

We continue to support a number of staff
through different stages of the Diploma in
Consumer Affairs and Trading Standards
(DCATS) which is the nationally recognized
gualification for trading standards
professionals. A number of our staff have
passed exams this year and are now in the
process of compiling the portfolios of work,
needed to gain the full qualification.

One of our staff was amongst the first
graduates in Brent Council of the award-
winning Springboard personal development
programme designed specifically for women.

Our Financial Investigator undertook a six
month secondment with the Metropolitan
Police Regional Assets Recovery Team,
based at Scotland Yard. This was an excellent
opportunity for him to gain first-hand
experience of the Proceeds of Crime Act.
Whilst there, he worked on our investigations
and benefited from their vast experience of
the legislation.

Lee’s certificate from RART
Local Events

We participated in the ‘Under One Sky’
festival in Harrow and the ‘Respect’ festival in
Brent. An officer has also attended the North
West London College Fair. However, these
awareness campaigns are proving to be very
difficult due to the lack of resources. Serious
consideration will be given during the next
financial year as to which of these types of
events the Service can attend.



New Legislation

In May 2008, the Unfair Commercial Practices
Directive was implemented into UK law as the
Consumer Protection form Unfair Trading
Regulations 2008. As a consequence, a
number of other pieces of legislation have
been either partly or totally revoked, some of
them traditional cornerstones of trading
standards work. This was the biggest change
in consumer protection law for forty years. All

staff have now received training on the new
law and, to supplement this, we have run
additional in-house training.

At the same time, the Business Protection
from Misleading Marketing Regulations 2008
also came into force. It sets out the conditions
under which comparative advertising is
permitted. The Regulations require traders
and people who operate under a code of
practice not to promote misleading
advertising. Among other things, this should
help protect businesses from scams.

The Home Information Pack (No.2)
Regulations 2008 also came into force this
year which requires that the vast majority of
properties put on the market must have a
home information pack. There have been
many other changes including to the weights
and measures law relating to the prescribed
guantities that goods can be sold in. Trading
Standards now even has a duty to enforce
regulations regarding cat and dog fur.

The Bigger Fish

We have been focusing on the counterfeiters
who operate at the top of the supply chain,
tackling the organised gangs and importers of
illicit goods. This approach has yielded some
excellent results with a number of cases often
involving multiple defendants being
prosecuted before the Courts. Prosecuting in
the Crown Court is now a matter of routine,
demonstrating the size and seriousness of the
cases that our officers have been
investigating.

We do not shy away from prosecuting traders
where it is appropriate and recent research by
the Office of Fair Trading (OFT) has
vindicated this approach. The report found
that the average number of consumer
complaints about a business dropped by a
staggering 71% following a successful
prosecution, whereas following warnings and
advice, complaints dropped by only 9%. The
OFT estimated the average consumer
detriment prevented by each successful
prosecution as £16,500.



Priorities

Brent Council Priorities

1. A Great Place
2. A Borough of opportunity
3. One Community

Harrow Council Priorities

A. Deliver cleaner and safer streets
B. Improve support for vulnerable people
C. Building stronger communities

Trading Standards Activity Brent Harrow
Investigate consumer complaints about breaches of consumer protection 3 C
laws.

Advise businesses on the laws that affect them. As trading laws are largely 2 C

EU-wide, this advice enables businesses to trade throughout Europe.

Take action against traders that break the law, allowing businesses that trade 2 C
fairly to prosper.

Clamp down on doorstep crime and take action against rogue builders. 3 A B
Act as ‘Home Authority’ for national businesses based within the Consortium. 1 (@
Expand the Service’'s Good Trader schemes, offering tailored guidance and 2,3 C

support to member businesses.
Reduce the level of age-restricted goods sold to children 1 A

Assist the most vulnerable consumers in resolving disputes with traders 3 B




Budget and Finance

Consortium Budget We are very efficiently organised and a high
percentage of our costs is spent on staff

The agreed budget for the Consortium for providing frontline services.

2008/2009 was £1,772,000.
Brent’s contribution was £956,000 (54%)

Harrow’s contribution was £816,000 (46%)

Prosecution Costs

We undertake criminal prosecutions using our
own experienced staff, who issue summonses
and appear as advocates in the Magistrates’
Courts. In addition to saving us an estimated
£150,000 in legal fees, this means that the in-
house prosecutors are on-hand to advise on
any issues that arise during an investigation
and ensure that any cases we take have the
highest possible chance of success.

As a result of our prosecutions last year,
traders were fined a total of £88,125 and
ordered to pay costs of £76,139 (compared to
£36,090 and £52,205 respectively last year.)
Although it can take time for those costs to be
paid and reach wus, they provide a
considerable source of income for the
Service.

CIPFA

The Chartered Institute of Public Finance and
Accountancy collates financial information
from public bodies including all the Trading
Standards Services nationwide.

Some comparisons with other London
boroughs from the CIPFA figures for
2007/2008 are shown below.

Percentage of total net
cost spent on staff
employed directly on
service provision
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While we do not pretend that we are the
cheapest Trading Standards Service, we are
definitely not the most expensive. We produce
a great deal of work for our budget and are
seen by many in London as the benchmark
for the enforcement work we do.

Net cost in £ per head of
population
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Performance

National Performance Indicators

There are three new national indicators that
trading standards can directly contribute to.

NI 14 — reducing avoidable contact

This is a council-wide indicator that measures
the percentage of customer contacts with the
council that are avoidable. The percentage of
avoidable contacts recorded for trading
standards was 23%. We will look to reduce
this figure significantly next year.

NI 182 — business satisfaction

This indicator measures the satisfaction of
businesses with councils’ regulatory services.
The information is gathered by means of a
survey of businesses that have had contact
with regulatory services, mainly because they
were inspected. Because the method of
calculating the indicator is quite different to
previous versions, the results cannot be
compared to previous years. The results for
the Councils overall scores are as shown
below.

Brent: 59% Harrow: 69%

NI 183 — impact on the fair trading
environment

This indicator is specific to trading standards
and measures the impact we have on creating
and maintaining a fair trading environment.
The indicator represents the percentage of
businesses in each Borough that generate a
certain number of complaints that we have not
taken a certain type of enforcement action
against. The aim is to reduce the figure year
on year, indicating that more businesses are
trading fairly.

Brent: 0.99% Harrow: 0.72%

Customer Satisfaction

We send out postal surveys to consumers
who contact us, to gauge their satisfaction
with our service and try and identify areas for
improvement. The overall satisfaction levels
for the year were 84.6% for Brent consumers
and 80.4% for Harrow consumers.

Awards

We successfully retained our Charter Mark for
another year, after an assessment in June.
The Charter Mark award is currently being
replaced by Customer Service Excellence and
we will have to assess whether to apply for
the new award next year.

Staff Awards

Once again, Trading Standards was
recognised at Brent Council's annual Staff
Awards. In November, Andrew Clooney,
Senior Enforcement Officer, won an award for
Personal Achievement.

Andrew Clooney receiving his award
from The Mayor



Partnerships and Projects

LoTSA

London, being the capital and consisting of
over eight million people has its own very
special needs and in recognition of that, the
London Trading Standards Authorities
(LoTSA) was formed to help coordinate the
work of trading standards within the region.

Some of the ways that LoTSA helps trading
standards in London provide a better, more
coordinated service are:

Administering  funding bids and
coordinating regional projects and
campaigns

Organising and administering value for
money training on trading standards
matters

Co-ordinating regional and sub-
regional groups on specialist areas of
work to help increase expertise in law
and practice.

Employing a Regional Intelligence
Officer to co-ordinate intelligence
between trading standards teams, the
police and other agencies.

We are proactive members of the group and
its activities, which helps in providing a clearer
picture of the common consumer protection
issues in London.

Wembley Stadium

Officers have worked closely with Police and
Brent’s Licensing Team at many of the major
events taking place at Wembley Stadium,
including the F.A. Cup Final, and concerts by
Madonna, Oasis and Take That. Funded by
the Stadium, officers have seized illegal
merchandise from traders outside the
complex.

Electric Blanket Testing

Once again we organised the free testing of
electric blankets for residents, working with
the Fire Service and age concern. Our expert
tested 100 blankets, of which 19 were found
to be unsafe, a similar failure rate to previous
years. This consistent failure rate highlights
the importance of the tests to ensure that the,
largely elderly, people who use them can be
sure they are sleeping safely.

An electric blanket being tested

Toy Safety

As part of a project with other trading
standards in North West London, we bought
and tested ten toys. Four of these failed safety
tests either because they were unsafe or
incorrectly labelled. The toys that failed are
currently being investigated.



Chewing Tobacco Project

The majority of packs of chewing tobacco we
see nowadays are marked with the required
health warnings. However, we are aware of
the unsightly stains on paths caused by the
practice of spitting the yellow/orange
discharge, as evidenced in Ealing Road and
Pinner Road. So we designed a bag to safely
hold the discharge that could then be
disposed of in a bin. We distributed these
bags to 17 retailers to give to customers
buying the chewing tobacco to help keep the
streets a bit cleaner.

Bigger Than the Average Boy

When conducting underage operations we
normally use children who, by their
appearance, are obviously too young to
purchase the products they attempt to buy.
However, for one operation, we took the
chance to work with a fourteen year old boy,
who was bigger than average for his age,
although surprisingly not the biggest in his
class. By using this child, we sought to
provide a much stiffer test to the ‘Challenge
21’ and ‘Think 21" schemes which are
currently being used by a lot of businesses.
25% of the retailers sold to the boy, despite
them all having electronic till prompts that
reminded the sales assistant to check his age.

DVD Sellers

While Harrow's problem of street traders
selling counterfeit and pornographic DVDs
has been dramatically reduced through a
multi-agency approach between Trading
Standards, CCTV operators and the town
centre Police team, the problem seems to
have now moved into Brent, primarily on
Kilburn High Road. Similar partnership
working is now underway to maintain the
pressure on the scourge of itinerant DVD
sellers.

Firework, Diwali and Halloween Season

As part of ongoing intelligence gathering, this
season the team test purchased toys, masks
and other items normally bought by children at
this time of year to check they were safe in
terms of such things as flammability, and lead
content in face paints. We also carried out test
purchases of fireworks to children due to the
safety and anti social behaviour implications
which resulted in one sale of large rockets
despite the fact that advisory letters were sent
to all registered premises reminding them of
the implications of selling fireworks to
underage children.

Boxes of fireworks bough from one trader



Medical Weighing Project

This year, we took part in a nationwide project
to check the accuracy of weighing equipment
used in hospitals and to find out how well
such equipment is looked after. Weighing
equipment in hospitals is used for many
purposes including weighing patients and
babies to aid in diagnosis and to determine
what dosage of drugs they receive. Inaccurate
or inappropriate equipment can lead to people
being misdiagnosed or given the wrong
dosage of drugs. In April, we initially tested
170 Machines at three hospitals, 27 of which
failed our tests. The worst example was a
scale used for weighing babies that would
indicate 5kg (11.0 Ibs) when 8kg (17.6lbs)
was placed on it.

We advised the hospitals to repair or replace
failed equipment and carry out staff training to
make sure that the equipment was used
correctly. Having been assured that this would
happen, we were disappointed when we
revisited the hospitals in March to find that
whilst one of them had done all that was
asked, two of them had taken no action at all.
In one hospital, the only scale in the A&E
department, which we had previously
condemned and been told would be replaced,
was still being used. Follow up action is
planned.

Substitution

We visited 24 licensed premises in Harrow to
ensure the spirits they were selling were not
being substituted. Some traders replace the
spirit in a well known brand bottle with a
cheaper alternative or a fake spirit in order to
make more money. As some fake spirits can
cause blindness, consumers could potentially
be hurt as well as ripped off. Using a
spectrometer, which uses light technology to
determine what brand is being sold, we found
two premises that failed the screen test.
Further tests by the public analyst are being
carried out.

Doorstep Crime

We have now set up a rapid response
protocol to deal with doorstep crime and
rogue traders, so that we can react quickly to
calls from residents who are targeted by
cowboy builders. Sadly, it is often elderly or
vulnerable residents who are duped into
paying thousands of pounds for work of little
or no value, or even no work at all. Whilst
attending such calls, we check and verify
traders’ details and claims of membership of
trade associations. Such false claims can give
rogues an air of legitimacy and we will take
action against such offenders.

Typical unfinished building work left by
cowboy builders

As well as being reactive, we also carry out
proactive patrols with the local Police,
checking on builders working on homes in the
area. Alongside this, we have developed
information packs to distribute to vulnerable
consumers and given talks, often in
partnership with the Police, to different groups
of people.

In one instance, an elderly Harrow resident
had reluctantly paid £24,000 for unnecessary
damp proofing work. We were alerted to this
after a member of staff in a Harrow bank had
become suspicious of the workman who had
escorted the victim to withdraw cash. The
workman never returned to complete the job
but at least the elderly lady did not part with
the remaining £6,000 that the workman had
demanded from her.



Open Season Online

As well as looking at retailers in the
Consortium, we wanted to see how easy it
was for children to buy age-restricted goods
online. We conducted a survey with a thirteen
year old girl who used a debit card, widely
available to children, to try and buy goods.
Seventy five percent of the websites visited
supplied her with age restricted goods.

Many retailers relied solely on the purchaser
ticking a box on their website to say they are
over 18; not many children are going to find
that much of an obstacle. We believe that
retailers need to do more to stop children
being able to buy knives and other restricted
products.

As well as the resulting enforcement action,
one well known national retailer has now
stopped selling knives through its website and
another national retailer has stopped selling
spray paints online.

Some of the knives bought online

Since our survey, the Service has been
instrumental in  discussions  with  the
Metropolitan Police and the Home Office in
arranging for a wider survey of the availability
of knives to children. That survey reflected our
findings, with 80% of test purchase attempts
by children resulting in sales.

A double page article on the survey featured
in TS Today, the Trading Standards Institute
magazine and it also received coverage in a
national newspaper.

The Sunday Mirror article

Child Car Seat Testing

During Child Safety Week, we worked with an
expert in child car seats to check whether
people were using the rights size of seat and
had fitted them correctly. This year, 32% of
the seats tested were found to be incorrectly
fitted, a slight improvement on last year. The
expert showed people how to fit them to
ensure they provided maximum protection in
case of a collision. Unfortunately, this is the
last year we will carry out this work.

Best Bar None

We worked with Brent Council Health Safety
and Licensing, the police and licensing trade
to launch Best Bar None 2008 in Brent. Best
Bar None is an accredited award scheme
which is supported by the Home Office, and
aimed at raising standards, promoting
responsible management and operation of
alcohol licensed premises. In addition, as part
of the scheme, each member was required to
join our Responsible Trader Scheme.



Fake Free London

Following a successful funding bid by LoTSA,
we carried out a number of extra raids with
the Police at Wembley Market this year. The
raids followed extensive intelligence gathering
at the market over a number of months and
led to dozens of arrests and hundreds of
thousands of pounds worth of counterfeit
clothing and DVDs being seized.

In Harrow, the funding was used to target a
known trader who sold fake DVDs over the
internet and to increase patrols in the town
centre looking for itinerant DVD sellers.

A bag of seized DVDs
Blunt Two

This is a high profile London campaign led by
the Home Office and Met Police that aims to
reduce knife crime and get knives off the
streets. Because of our work on online sales,
we were invited on to the steering committee
for the campaign at Scotland Yard. As a result
of our input, LOTSA received funding to carry
out further work regarding online sales.

As part of the campaign we carried out
underage test purchasing in partnership with
the Police and the UK Border Agency.

Department of Health Tobacco Project

The Service took part in a nationwide tobacco
project funded by the Department of Health.
The project looked at four problem areas
related to tobacco — underage sales, tobacco
advertising, new tobacco products and
counterfeit or contraband products.

We visited 100 retailers, looking for counterfeit
tobacco and checking that their tobacco
advertising was compliant. During these visits,
officers seized a large number of tobacco
products which did not display the prescribed
health warnings, as well as quantities of fake
batteries, condoms, razor blades and lighters.
Officers also took the opportunity to sign up
compliant traders to our Responsible Trader
Scheme. As well as underage test purchases
at retailers, our child volunteers attempted to
purchase cigarettes from vending machines,
and were successful twice out of 10 attempts.

Chargers

Previous work with other North West London
Trading Standards Services has consistently
uncovered safety issues with cheaper
electrical products. So we carried out a joint
project with them, looking at the safety of
mobile phone chargers. The results revealed
an alarming 67% of the samples failed safety
tests and had the potential to cause injury due
to electric shock or to overheat potentially
causing a fire.

Working with Which?

Which? wanted to know how easy it was for
children to buy age restricted video games
and we were more than happy to help. We
visited 10 shops in our area, of which 3 sold to
our underage volunteers. In addition, we also
contributed to a campaign with Which? to
highlight the problems with respect to unsafe
and counterfeit electrical appliances. Articles
appeared in the Which? magazine in relation
to both matters.



Shop the Shop

In February, we launched a campaign in
schools, called ‘Shop the Shop'. It encourages
children (and adults) to let us know about the
shops that sell age-restricted goods to
children. We have set up a free text number
that allows people to anonymously send us
details of the businesses they suspect or
know are selling to children so that we can
investigate.

As well as asking schoolchildren to help us,
the campaign aims to educate them about
why certain goods have age restrictions and
the dangers they pose when abused. The
scheme will be extended to more schools next
year.

Brent Alcohol Hotspot Campaign

Neasden Circle was identified as one of the
borough’s licensing hotspots where alcohol
related violent crime was reported in and
around pubs and clubs in the area. This was
contributing to other criminal acts such as
robbery, criminal damage, drink driving, the

use and dealing of illegal drugs and the
handling of stolen goods. The Hotspot
Campaign aimed to reduce the level of
alcohol related disorder and violence by
providing short and long term solutions and
involved Police, Brent PCT, Health Safety and
Licensing, and Trading Standards.

Over the three month campaign period,
Trading Standards worked to educate
businesses and tackle underage drinking.
Traders were advised in writing of their legal
obligations and repeat underage test
purchases were conducted. This was to
ensure that businesses were following the
advice they were given and make use of the
provision in the Licensing Act that can see a
license revoked where three or more
underage sales occur within a three month
period. While five sales of alcohol took place
during the first set of test purchasing, no
subsequent sales were made; therefore no
applications were made for revocation. The
sales that did take place are being individually
investigated.

Joint Day of Action

In January, we took part in a day of action on
Northolt Road along with the other Harrow
Council regulatory services. Teams of officers
visited each business advising them on a
whole range of issues from trading standards
matters to waste disposal. Details that needed
following up were then passed to the relevant
team. As a result, a number of traders joined
the Responsible Retailer Scheme.



Investigations

Number of Enforcement
Actions Taken
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Eagle-eyed Officers

A case which commenced when officers
seized a large quantity of counterfeit goods
after spotting a trader’s van being unloaded at
a self storage warehouse was concluded in
March. The two men involved received twelve
month prison sentences at Harrow Crown
Court for importing counterfeit clothing and
footwear. One of them was also ordered to
pay £20,000 prosecution costs and was the
subject of a £30,000 confiscation order under
the Proceeds of Crime Act 2002.

Gas Safety

A local resident complained to us when they
were unable to get a gas safety certificate
from a builder for the gas hob he had
installed. We investigated the builder, from
Wembley, who claimed he was registered with
the Council for Registered Gas Installers
(CORGI), the Federation of Master Builders
and the European Builders Confederation.
None of these claims were true and the
builder was fined £3,000 and ordered to pay
costs of £783 following a successful
prosecution.

Clocking Mad

A consumer complained to us when he
discovered that the Seat Alhambra he had
bought with a mileage of 77,000 miles had a
true mileage of over 135,000 miles and was
therefore, worth much less than he had paid
for it. We intervened with the trader and
arranged for the consumer to return the car
and get a full refund.

Having advised the trader on the law, we were
shocked to find out that had resold the car
with the same incorrect mileage. We then
discovered three more cars which had been
sold with their mileages reduced by a total of
over 300,000 miles. The victims of these sales
had no knowledge that they were buying
‘clocked’ cars. In September, the Harlesden-
based trader pleaded guilty to four offences
under the Fraud Act 2006 at Brent
Magistrates Court, for selling ‘clocked’ cars.
He was fined £3,600 and ordered to pay
prosecution costs of £2,664.

Reports Concluded in 2008/09 -
number of entities reported




Delivered To Justice

An investigation that started in 2005 with a tip
off from a national courier company, reached
its conclusion at Harrow Crown Court in July.
The company had become suspicious of
parcels of DVDs that they were delivering to
the defendant's home in Harrow. Further
controlled deliveries of ordered goods were
made to the address, leading to a search of
the property and the discovery of a huge
number of DVDs that were either unclassified
or counterfeit. The defendant had previously
been convicted of similar offences in February
2006. This time he was given a 9 month
suspended prison sentence, fined £1,200 and
ordered to carry out 200 hours unpaid
community service for supplying counterfeit
and unclassified DVDs.

A Shed Load of Counterfeits

In January 2008, following a tip off from the
Police, we were called to an address in South
Harrow. A search of the premises, garden
shed and a van parked outside, revealed over
700 items of counterfeit clothing. Further
investigation found that the resident of the
house rented stalls at Wembley and
Bovingdon Markets where he had previously
been found selling counterfeits and advised
about the legality of selling such goods.

Harrow Crown Court gave him a three month
suspended prison sentence, an order to
complete 150 hours of unpaid work and an
order banning him from working in any market
in England and Wales. He was also fined
£7,000 and ordered to pay prosecution costs
of £3,000 and a £250 contribution towards his
own defence costs.

A van crammed full of counterfeits
Licence Reviews

The Service has been heavily involved in the
revocation of alcohol licenses of one retailer in
Harrow and another in Brent. Following
underage sales of alcohol to child volunteers,
the Police Licensing Division discovered other
irregularities, which were the subject of
hearings in front of the respective Licensing
Committees. Both premises subsequently had
their licences revoked. These cases highlight
the importance of how we work in partnership
with colleagues in the Police and Licensing.



Clamping Down On Clampers

A cowboy car clamper found himself over
£12,000 worse off after a visit to Harrow
Crown Court. We investigated complaints
from two consumers who had been clamped
in different areas of Harrow. In both cases, the
normal clamp release fee of £130 had been
inflated to £480 by the addition of extra
charges and the consumers had been
pressurised into paying the exorbitant fee in
order to get their cars back. As part of the
sentence, the clamper was ordered to pay the
consumers back their money.

College Caught Out

A Willesden-based training college and its
director pleaded guilty in July to offences for
false advertising on their leaflets and website.
They claimed to be accredited by various
bodies, such as Investors in People, Chamber
of Commerce, British Accreditation Council,
British Computer Society, the Institute of
Commercial Management and also claimed to
be approved by Virgin Atlantic and the Guild
of British Travel Agents. The prosecution was
taken after having informed the college about
the false claims, they didn't remove them.
They were fined a total of £9,000 and ordered
to pay £1,509 costs.

In The Headlines

The Service made the television news and
national papers in August, following a case
involving our largest seizure of fake goods
from one individual. The trader had imported
counterfeit trainers and distributed them
across the country. Five separate seizures
were carried out at self-storage units in
Hertfordshire, Berkshire, Middlesex and South
London. Had the seized 17,000 pairs of Nike
and Y-3 trainers been genuine, they would
have been worth at least £1million.

Sentencing the trader at Harrow Crown Court
to three years in prison, Judge Bernard
Richmond QC said, "You engaged unlawfully
in a very well organised and sophisticated
business importing and selling fake trainers.
What you have done over the last few months
has effectively deceived everybody and that
cannot be tolerated”.

The Sun newspaper’s take on the case

Would You Like Ice With That DVD?

A trader didn’t get away with hiding over a
thousand counterfeit and unclassified DVDs in
an unused freezer in a storeroom. After
undercover test purchases by officers, the
DVDS were found and seized from the trader
who operated a concession in a shop in
Belmont. The Court ordered him to pay fines
and costs totalling £1,000.

Some of the DVDs from the freezer



Trader Shocked by Fine

A complaint from a consumer led to a Harrow
Weald company and its director being fined a
total of £22,500 and ordered to pay over
£2000 in prosecution costs. Investigating the
complaint, we found a number of incorrectly
labelled toys in the company’s shop many of
which turned out to be unsafe when tested by
experts. These included dolls, radio controlled
electrical toys and toy mobile phones. The
dolls were a choking hazard, the radio
controlled toys could give an electric shock
and the mobile phones were louder than
legally allowed and could have damaged a
child’s hearing.

Some of the unsafe toys seized

DVD Seller Locked Up

While the number of DVD sellers in Harrow
has reduced, some are still prepared to try
their luck. Unfortunately for one, officers
caught him with over 300 counterfeit and
pornographic DVDs. He pleaded guilty to
exposing for sale unclassified and counterfeit
DVDs and, having previously appeared before
the Courts in relation to similar offences three
times, was sentenced to four months
imprisonment as well as receiving a criminal
Anti Social Behaviour Order (ASBO) banning
him from possessing counterfeit DVDs and
entering the town centre for 5 years.




Underage Sales

Protecting children from harm and preventing
the sale of age-restricted goods to children is
one of our main priorities. There are a number
of ways that we do this which are detailed in
other sections of this report.

Responsible Retailer Scheme

As well as taking enforcement action we work
with traders to educate them on the law and
advise them on how to ensure they don't sell
age-restricted goods to children. The
Responsible Trader Scheme was set up to
help achieve this and by the end of the year,
its membership grew to 300.

Every member receives a pack that instructs
them on the law and gives advice on how to
avoid selling age restricted goods to children.
They are audited each year and have the
chance to give feedback on the scheme that
can be used to improve it.

Tables of Underage Test Purchase Refusals (top figu

Test Purchasing

We exceeded our target and carried out a
total of 550 underage test purchases, the
results of which are shown in the tables at the
bottom of the page. Due to the increased
number of stabbings in London and public
concerns about knife crime, we increased the
number of knife test purchases this year to a
total of 145.

Over all the products, we got sales in 11.2%
of attempts in Brent and 8.7% in Harrow. Both
these figures are slightly higher than last year
which is disappointing but may be explained
by the sales to our larger than average
schoolboy mentioned earlier and our
increased activity around knives which had a
sale rate of 19% in Brent and 13% in Harrow.

re) and Sales (bottom figure)
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Civil Cases

Our advisers take action on behalf of people
who have disputes with traders that they can’t
deal with themselves. As the demand for this
assistance far exceeds our capacity, we use
set criteria to make sure that the cases we
work on are the most deserving. The criteria
we use assess how vulnerable the consumer
is, how complex the case is and the value of
what is disputed. Some of the cases are
highlighted below.

Broadband Woes

A Harrow resident, whose English is very
poor, unknowingly entered into an contract on
the internet with a broadband supplier.
Unfortunately, on receiving the USB modem,
the consumer assumed it was free. The
consumer soon started receiving bills which
he disputed and kept on receiving letters
demanding payment. We intervened on the
consumer's behalf and got him a refund of the
three months line rental as well as having the
remainder of the 24 month contract cancelled.
This saved him over £400.

Shrinking Sofas

A consumer from Harrow purchased sofas
from a retailer years ago for £2065. Within a
year the consumer noticed that the cushions
had sunk considerably. When they
complained to the trader they refused to give
her any redress. The consumer then
contacted the Furniture Ombudsman who was
unable to assist the consumer as she did not
stick to their deadline for returning the
paperwork for her claim. The consumer then
complained to us and, with our assistance,
made a claim in the County Court. A day
before the Court hearing, the trader offered an
out of court settlement agreeing to pay the

consumer £1665, which was the amount she
paid less £400 deducted for usage.

Bank Charges

A consumer from Kilburn opened an account
with a High Street Bank and then travelled out
of the country. For the 23 months he was
travelling the consumer didn't deposit any
money in the account and was charged a
maintenance fee of £15 each month, in line
with the account’s terms and conditions. On
his return, the consumer tried to get his
money back but to no avail. He then
contacted us and after several letters and
phone calls to both the bank and debt
collectors, the bank agreed to close the
account and write off the amount of £432.93.

College Claim

A woman from Harrow paid £1500 for her
brother to apply for a college course but he
was refused a visa entry to the UK. She asked
for a refund but the college kept delaying the
matter and making excuses for not giving her
money back. Only when we intervened did the
college relent and give her a full refund.

Pressure Selling

In September 2008, an elderly couple from
Wembley were pressurised into signing a
contract for a massage chair that they didn't
want. They paid a £500 deposit, leaving an
outstanding balance of £3000. We intervened



on their behalf, got the contract cancelled and
their deposit refunded.

Without A Receipt

An elderly Pinner resident bought an
expensive headset from a national mobile
phone shop. The headset developed a fault
and wouldn’t work. The gentleman went back
to the shop but they refused to do anything as
he did not have a receipt. When we got in
touch with the shop, they provided him with
the replacement he had originally asked for.

Not So Beautiful Treatment

A Willesden consumer was advised that she
could have a particular beauty treatment
despite being on a medication which meant
that she could not be treated with the
ingredients used for the therapy. She had paid
for both the treatment and a cream which she
was advised to use to prepare the area before
treatment. The trader told her she could not
have the treatment but that they would only
refund the cost of the treatment, not the cost
of the cream. After we intervened, she got her
full refund of £489.

Time Share Trouble

A Harrow consumer entered into a contract
with a company purporting to sell their time
share and paid them a total of £1374 on her
credit card. When they did not sell the time
share, the consumer requested a refund
which they refused to give. With our
assistance the consumer put in a claim under

Section 75 of The Consumer Credit Act 1974,
which makes credit card companies equally
liable for certain breaches of contract, and the
credit card company gave the consumer a full
refund.

Photo Shoot Fraud

A consumer was called by a trader offering a
fabulous makeover and photo-shoot. She was
offered the photos on a CD and an album, as
well as the copyright for her photos, for £250.
She paid some money up front leaving a
balance of £150, for which she signed a credit
agreement at 0% APR. When she got home
and checked the credit agreement, she
realised the amount on the form was £1550,
not £150. When she contacted the trader to
point out the mistake they refused to do
anything. The consumer asked us for help.

The credit agreement was filled in correctly
but we thought, although hard to prove, that
there had been a deliberate attempt to
defraud the consumer. We wrote to the trader
and finance company but got no reply. We
persevered, and after our third letter the trader
apologised, cancelled the credit agreement
and gave the consumer the photo CD and
album for free.

Clothes Eating Machine

A consumer purchased a washing machine
from a national electrical retailer and within
months the washing machine became faulty,
destroying some of the consumer’s clothes.
After negotiating on behalf of the consumer,
the trader agreed to replace the washing
machine and compensate her for the damage
done to her clothes, saving the consumer a
total of £550.



Conclusion

Value for Money

| hope that the diverse nature as well as the
guality and quantity of the work carried out by
the Trading Standards Service is reflected in
this report. Despite the fact that we are a
relatively small council service, we have one
of the largest potential customer bases of any
Local Authority Department.

Much of the work that we do is taken for
granted, which is why when the public fill up
their cars at petrol stations, they are confident
that they will get the correct quantity, or when
a consumer buys a toy or electrical product,
they know it will be safe. A large proportion of
our work is carried out behind the scenes
through inspections and proactive advice to
ensure that businesses are fully compliant in
all their trading activities.

The result of further reductions in the Trading
Standards budget will reduce staff levels to
near to a critical mass, where we will only be
able to do the bare minimum of work, dealing
with complaints and enquiries, rather than the
more in-depth work on investigations and
underage sales that we currently do. This
would have a serious effect on the safety and
economic wellbeing of the public as well as
local businesses. The value of our work
cannot be underestimated, particularly now at
the time of the worst recession in recent
history.

In support of my above concerns, | welcome
the recent OFT report which highlights that for
every £1 spent on trading standards, at least
£6 is saved by consumers. In the past, it has
not been possible to quantify the amount that
is saved by the public as a direct result of the
action undertaken by Trading Standards. In
my next report | will set out the savings that

local consumers make as a direct
consequence of our intervention by using the
same methodology as the OFT.

The Future

These are indeed exciting times for consumer
protection in the UK and the recent changes
in the law will provide better protection to the
public, particularly in the areas of aggressive
selling, doorstep crime and prize draws, which
were not covered under the previous
legislation. The growth of e-commerce, a 24/7
economy and large scale organised crime has
brought both new challenges and
opportunities for trading standards. This has
necessitated a great deal of additional training
for our staff to ensure that the expectations of
the public, businesses and local and central
government are met.

As previously mentioned, the recent cuts in
the Trading Standards budget has seriously
hampered our ability to provide officers
outside of normal working hours, as our
overtime budget has been significantly
reduced. Our response to this has been
innovative and we are introducing a more
flexible working ethos amongst our staff by
offering time off in lieu whenever officers work
in the evenings or at weekends.

For a fast moving Service such as Trading
Standards, there is no time to stand still or to
look back. A further development that we
have to look forward to is the Government's
White Paper entitled ‘A Better Deal for
Consumers’ which proposes how they intend
to reshape consumer regulation to reflect the
new ways that we shop and to address the
major challenges faced due to the global
financial crisis and economic downturn.
Specifically, the White Paper will seek to offer



real help for vulnerable consumers, provide a
new approach to consumer credit, empower
consumers through better enforcement and
information, and modernise  consumer
legislation. This highlights the expectations
placed on us by central government and |
envisage that much of the proposals will fall
upon the Trading Standards Service to deliver
which will be extremely difficult without
additional resources.

We, as a profession, also face the challenge
of providing consumer protection during the
2012 London Olympics. To meet this
challenge, preparations are already being
made to combat the inevitable threat of rogue
traders cashing in on the opportunities
presented by the influx of spectators and
tourists. Not only will we have to provide
trading standards enforcement within the
Consortium area, but due to the fact that there
are only 250 trading standards professionals
throughout London, greater levels of
partnership working will have to take place
with  our colleagues, police, Olympic
authorities and other agencies.

Shared Services

As stated in this report, we are continuously
faced with having to make budgetary cuts and
provide additional efficiency savings. The joint
provision of trading standards services by
Brent and Harrow has demonstrated that it
leads to higher outputs, greater efficiencies
and value for money services. In view of this,
it is my intention to promote the benefits of
shared services and increase the trading
standards partnership by inviting other
Authorities to join the Consortium. | am certain
that any additions to the Consortium will result
in further efficiencies for both Brent and
Harrow as well as for any new prospective
partner

Invest to Save

The powers contained in the Proceeds of
Crime Act 2002 are essential to Trading

Standards professionals in dealing with rogue
traders who benefit from criminal activities.
We have taken full advantage of these powers
by training our own Accredited Financial
Investigator who has already successfully
undertaken a number of cases involving the
seizure of assets from defendants who have
been found guilty of committing serious
offences under  consumer protection
legislation.

We hope to continue investigating such cases
and to train another Financial Investigator so
that we can carry out financial investigations
on behalf of other departments and other local
authorities for a share of assets that are
seized. In addition to this, the Service is also
considering training a member of staff to
conduct computer forensic examinations as it
will save us money and will also enable us to
provide these services to others for a fee.
Both these proposals will enable the Service
to increase it's income which will invariably
reduce the demand for resources on Brent
and Harrow Councils

And Finally... ......

| would like to express my congratulations to
all the staff for yet another successful year
despite the ever increasing demands that are
placed on them and thank them for their
invaluable contribution. None of the work that
is contained in this report would have been
possible without their dedication and
commitment.

The staff and | are just as grateful to Members
from both Councils, particularly those who sit
on the Joint Advisory Board, for the
enthusiasm and support that they continue to
give to their Trading Standards Service.

Nagendar Singh Bilon
Head of Trading Standards for the London
Boroughs of Brent and Harrow



Trading Standards Structure

Structure as at 31 March 2009

Service Development
Officer

Labaratory and IT
manager

Assistant Head of
Service

(Development and
Support)

Head of Service

Senior Customer
Services Officer

Customer Services
Officer X 2

Finance and Admin
Officer

Consumer Advsior
X2

Assistant Head of
Service

(Metrology and
Safety)

Team Leader
(Brent)

TSO x 0.5
EOx 25
AEO

Assistant Head of
Service

(Fair Trading)

Team Leader
(Harrow)

Financial Investigator

Team Leader
(Brent)

Team Leader
(Harrow)

EOx 2
AEO

EOx 3
AEO

EO x 2
AEO




